


 Began handling calls for Municipal Court 
and Office of Film & Entertainment

 Launched the ATL311 Mobile App 

 Attended more than 90 community events 
across all council districts

 Added survey options to increase 
customer feedback
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Jul-18 Aug-18 Sep-18 Oct-18 Nov-18 Dec-18 Jan-19 Feb-19 Mar-19 Apr-19 May-19

Abandonment Rate 58% 29% 10% 13% 7% 12% 15% 8% 8% 10% 7%

Avg Speed of Answer 18:49 9:12 10:18 3:12 1:45 2:03 2:35 1:32 1:21 1:46 1:18

Dramatic service improvement for Municipal Courts 
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Municipal Courts added ~12K calls per month starting in July
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Jul-18 Aug-18 Sep-18 Oct-18 Nov-18 Dec-18 Jan-19 Feb-19 Mar-19 Apr-19 May-19

Calls Offered 71,168 63,576 50,008 53,540 41,666 43,291 54,624 50,444 51,164 50,092 51,503

Calls Handled 51,949 54,276 43,476 49,178 38,828 38,285 49,830 46,981 48,949 47,992 48,441

Service Level 40% 33% 48% 65% 70% 56% 52% 57% 50% 47% 52%
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Request Type Count Department

Property Owner or Renter Request to Establish New 
Water and Sewer Bill Account Services

34,425 Department of Watershed Management 

Account Information for Active Water And Sewer 
Account

33,021 Department of Watershed Management 

How much is my court fine and how do I pay? 30,592 Municipal Court

When is my court date and time? 21,040 Municipal Court

Balance Information For Active Water And Sewer 
Account

17,961 Department of Watershed Management 

Top 5 Service Requests
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Call volume + talk time percentage by department

DWM, 42%

Municipal Courts, 23%

DPW, 20%

Code Enforcement , 5%

Finance, 3%

Other, 7%

DWM Municipal Courts DPW Code Enforcement Finance Other
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ATL311 Portal

14%

Email/Fax

5%

Mobile App

5%

Phone

74%

Social Media

2%

ATL311 Portal

Email/Fax

Mobile App

Phone

Social Media

Goal is to diversify support channel mix
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Total May Surveys 297 
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4,732 Followers
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15,568 Messages Received  
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Follow @ATL311
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*May 2018-May 2019

https://connect.mailchimp.com/integrations/facebook-custom-audiences
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• ATL311’s Social Media Specialist, 
Aubrianna, named 2018 Movers and 
Shakers Winner

• Selected by demonstrating she is an 
industry thought leader in the use of 
social media




